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Washington, DC 20554 
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iJ3 
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1 FCC - MAILROOM I 
RE: CG Docket 03-123 

As required by FCC, South Dakota is submitting their annual consumer complaint log summary for the 
12-month period ending May 31,2005. CSD (SD's Relay Provider) has maintained a log of all 
consumer complaints that allege a violation of the federal minimum standards for Telecommunications 
Relay Services. SD is filing a Complaint and Summary log along with a report that indicates the number 
of complaints received for SD. 

1. Annual Complaint logs includes the number of complaints received that allege a violation of federal 
TRS minimum standards, the date of the complaint, the nature of the complaint, the date of its 
resolution and an explanation of the resolution. 

2. Annual Summary includes total outbound calls, total complaints for the reporting period June 2004 - 
May 2005, and percentage of complaints to total outbound calls information. 

3. Annual Tally Report will be total complaints by category. 

As SDs Relay Provider, CSD has maintained a log of all consumer complaints that allege a violation of 
the federal minimum standards for Telecommunications Relay Services. This log contains a summary 
of the total number of complaints received for each type of complaint on a month-to-month basis and 
provides totals for this twelve-month period. SD is confident that CSD's records and systems will 
support any additional requirements, should the FCC order them. If you have any questions pertaining 
to this complaint log please contact Janet Ball at (605) 773-4547. 

Grady Kickul 
Division DirectormRS 
Department of Human Services 



Complaint Tracking for SD (0sl01/2004~5/31/2005). Total Customer Contacts: 29 

mchtne 111-118. The space bar twed hom Nstmer  did no1 show up 
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Until afler the &rage was hlped &t. Told ~ s t m r  this lnformatim 
-Id be paued on to our technical trwble ticket was fltled out. 
Custome( continued to use foul language to the w p a ~ s w  aner beng 
asked to stop. Supervisor then terminated the 011 aRer information was 
gathered. 

Spoke wim agent: agent did not ree any request to i n t w p t .  SupeMrw 
asked agent Mat lo do in lhir in9imcB; agenl demannlrated kndedge 
pmpar procedures. Reviewed procedures mth agent. 

was in p~ocess a 1 mere was a dlabng problem. c u s m e r  suggesis au 
agenk m mi5 center be reminded to keep c ~ s l o m e ~  informed at all 
ti-. dialing prornpllyand udng nnging mamas M each call. 
Apolwized Io customer. Onered to forward suggestion to management. 
NO follow up requesled 

01125105 6740F iiM Anent did not reswnd when asked to r e m 1  anent number. Said heilo 01125105 Technical erm. Amnt could not hear VCO user. Call came m M TTY 

I . -  
h i l o  no rerponre. Typed hello agent are you there7 NO response. 
Customer hung Up. Pedoglred for incmvenience. NO follow up needed. 

line. Agent Mtched lo mice line aRer Opening VCO gate: muld not hear 
anwe.  Smtched b a d  la TTY line. and recieved gamed m5g while 

IW72F I 1105 l&eM W72F was readim ~ t o m e c  mIe9 and did ml gel me number to I 01/31/05 IAmnt froze. twins lo own oate to hear VCO and MI dial mndow own 
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dlai: VCO user was upe i  because agent asked her to&at number. 
Then agent W72F hung Up on her. apOloglred for mmnvenlence. NO 
follow Up needed with NIIomer. 

Customer 15 receiving numemus calls fmm Ghana with fraudulent 
merchandise ordem. He is n w  &vmg emakb also. 

oow 1135 

6183F xO5 SRO NLlDmer reports agent was not patient and kept askmg for numbe 
cuo(mer had entered number to be wlled agent did not respond then 
d imnected  caller iapM4lized fw -em and ad#& 11 -Id have 
been tednlcal prabiem) Curlomer did not request mntad 

Ol/3l lO5 

. _  
and accidentally h l  the wrong bUltOn and hung up M CYIiOmer 
SYpeMSw mached agent M Impo!iance of not hanglng up On curtomerr 
as well as how to slay calm 

Customer Was called b a d  and explained What FCC and Spnnt currently 
are Wing to da with Ihm $#Mion  He amrecrated the information and just 

I K64436177 02/26105 6204F fRI Agent didn't respaod to VCO usdl  greeting. The VCO cysmer  then 
hung up. Thanhed caller fw feedbad. NO follow up requested. 

OZREA5 Agent did no1 remember the call. Agent was mnfused as to how lo lock in 
a nonaranded VCO call 10 the TTY line. Coached agent lo be wre to 
watsh the d m  YgMl light and to open the vdce bridge Mi le  M the 
TTY line I O  lxk in me VCO user by bringing up the dlal mndw. Agent 
requested additional IuIonng fmm trainer. &ranging additional tutoring. 



~ ~ ~ ~ k i l ~ ~  1) loale of Com~l.  IAaent ID I Cat. X ComDl. INaIure of Comolaint I Dale of Resolution IExolanation of ResoIU1m 3 .,--~ ~ 

~ 6 4 4 3 6 2 1 3  02RM15 €448M w2 vco wstmer could not read a g e m  -as. Thanked caller for 
feedbad. NO foilow UP requeoied. 

K-436778 0212EM5 6052F $17 Agent would no1 answer h w  they were feeling. Customer wanted a new 
agent. Thanked ~aller forleedbsd. NO bllow up requested. 

y-437051 02126105 6159M 117 Asked agent lo dlrable 1u-e. Requested a sup-rasnd there 

03130/05 Agenl was Vlinking the multiple m ' 5  was galbling. COaEhW agenl on 
this i s w .  

NO1 a valid CA nbr for Siovx Falls. Called Ihe cuslomer on 411105 al9:42 0 4 1 0 i m  
am: informed them that @e numberwas inma.  curtamerwas satisfied. 





1 -+- Relay SD 
8/04 - 5/05 
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